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IN THE CLAIMS 

1 . (currently amended) A method of enabling scheduling of a service call in 
a computing environment, the method comprising: 

obtaining product information regarding a product from a user of the computing 
environment; 

automatically providing to the us e r, from whom the product information io 
obtained, at l e apt ono availabl e appointment for aoh e duling a oorvio e c o ll b a s ed on th e 
product information, wherein automatically providing inoludo o providing without 
int e raction between tho unor and any other human being j 

determining, by a first computing unit including a web browser, whether the 
product is serviced by a manufacturer of the product: and product or a service provider 
different than the manufacturer; and 

determining, by tho first computing unit, wh e ther th e product ia serviced by a 
o e rvic e provid e r if the product is not scrviood by tho manufacturer, whoroin tho s e rvic e 
provid e r is diff e rent than th e manufacturer. - 

automatically providing to the user, from whom the product information is 
obtained, at least one available appointment for scheduling a service call based on the 
product information and on said determination made by the first computing unit, wherein 
said automatically providing includes providing withoutjnteraction between the user and 
any other human being, 

2. (original) The method of claim 1 , wherein the product information 
comprises a location of the product, and at least one of a product type, a product 
manufacturer, and a product model number, and wherein the at least one available 
appointment is based on the location of the product. 
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3 . (original) The method of claim 1 , wherein the automatically providing 
comprises selecting the at least one available appointment from at least one possible 
appointment for at least one service provider. 

4. (original) The method of claim 1 , wherein the automatically providing 
comprises selecting the at least one available appointment from a plurality of 
appointments, and wherein the plurality of appointments are associated with a plurality of 
service providers at a plurality of locations. 

5 . (original) The method of claim 1 , wherein the automatically providing 
comprises determining in real-time the at least one available appointment. 

6. (original) The method of claim 1 , wherein the automatically providing 
comprises updating in real-time the at least one available appointment as unavailable in 
the event another user has selected the at least one available appointment. 

7. (original) The method of claim 1, further comprising providing suggested 
product information to the user for use by th ; user in providing the product informatiori. 

8. (original) The method of claim 7, wherein the suggested product 
information comprises at least one of a product type, a product manufacturer, and a 
product model number. 

9. (original) The method of claim 1 , further comprising providing to the user 
a suggested nature of a problem based on the product information. 

10. (original) The method of claim 1, further comprising obtaining one of the 
at least one available appointment selected by t tie user. 

1 1 . (previously presented) The method of claim 10, further comprising 
notifying the service provider of the one of the at least one available appointment selected 
by the user. 
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12. (canceled) 

1 3 . (original) The method of claim 1 0, further comprising setting the one of 
the at least one available appointment selected by the user as unavailable for other users. 

14. (original) The method of claim 1, further comprising validating warranty 
coverage for the product based on the product information. 

1 5 . (original) The method of claim 1 , further comprising obtaining a nature of 
a problem of the product, and providing do-it-yourself repair information based on the 
nature of the problem. 

16. (previously presented) The method of claim 1 , wherein the obtaining 
comprises obtaining the product information at the first computing unit from input of the 
product information by the user at a second computing unit coupled to the first computing 
unit via a communications network. 

17. (original) The method of claim 16, wherein the communications network 
is a global computer network. 

18. (original) The method of claim 1 , wherein said service call is for repair of 
a home appliance. 

19. (currently amended) A method of enabling scheduling of a service call for 
repair of a home appliance in a computing environment, the method comprising: 

obtaining product information regarding a product at a first computing unit from 
input of the product information by a user at a second computing unit coupled to the first 
computing unit via a communications network; 

automatically providing from the firat computing unit to th e u se r that input th e 
product information at tho s e cond computing unit at lea s t ono nvoilnblo oppointmont for 
aohoduling ajorvioo call baaed on the product information, whoroin automatically 

.4 
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providing includ e s providing without interaction b e tween the uoor and any other human 

determining, by the second computing unit including a web browser, whether the 
product is serviced by a manufacturer of the prnriuct! andproduct or a service provider 
different than the manufacturer; and 

determining, by the second computing unit, whether the product ia c e rviccd by a 
D orvico provider if tho product io not serviced by the manufacturer, wherein tho oorvio e 
provider io different than the manufactur e r. 

automatically providing from the first computing unit to the user t hat input the 
product information at the second computing unit at least one availab le appointment for 
scheduling a service call based on the product information and based on said 
determination made by the second computing unit, wherein said automatically providing 
includes providing without interaction between the user and any other human being. 

20. (original) The method of claim 19, wherein the product information 
comprises a location of the product, and at least one of a product type, a product 
manufacturer, and a product model number, and wherein the at least one available 
appointment is based on the location of the product. 

2 1 . (original) The method of claim 1 9, wherein the automatically providing 
comprises selecting the at least one available appointment from a plurality of 
appointments, and wherein the plurality of appointments are associated with a plurality of 
service providers at a plurality of locations. 

22. (original) The method of claim 19, wherein the automatically providing 
comprises determining in real-time the at least one available appointment. 
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23. (original) The method of claim 19, wherein the automatically providing 
comprises updating in real-time the at least one available appointment as unavailable in 
the event another user has selected the at least one available appointment. 

24. (original) The method of claim 19, further comprising obtaining a nature 
of a problem of the product, and providing do-it-yourself repair information based on the 
nature of the problem. 

25 . (original) The method of claim 1 9 , further comprising obtaining one of 
the at least one available appointment selected by the user. 

26. (previously presented) The method of claim 25, further comprising 
notifying the service provider of the one of the at least one available appointment selected 
by the user. 

27. (currently amended) The method of claim 25, further comprising setting 
to ono o f one of the at least one available appointment selected by the user as unavailable 
for other users, 

28. (currently amended) A system for enabling scheduling of a service call in 
a computing environment, said system comprising: 

at least one processor adapted to obtain product information regarding a product 
from a user of the computing environment; and 

said at least one processor adapted to: 

provide to the user, from whom tho product information io obtained, ot 
least on e available appointment for Gch e duling a s e rvice call bas e d on th e product 
information; 

determine whether the product is serviced by a manufacturer of the 
^product or a service provider different than the manufacturer: and 



PAGE 10/33 * RCVD AT 12/2/2004 3:44:46 PM [Eastern Standard Time] * SVR:USPTO-EFXRF-1/2 * DNI8:8729300 * CS1D:3146215065 ' DURATION (mm-ss>: 13-53 



12/02/04 14:48 FAX 3146215065 



@011 



VIA FACSIMILE 703-872-9306 



9D-EC-19348-Ruppelt et al. 

PATENT 



determin e whether tho product is Gorviood by a oervioo provider if the 
product is not oorviood by the manufacturer, wherein tho scnio e provider io diff o ront than 
tho manufacturer. 

provide to the user, from whom the product information is obtained, at 
least one available appointment for scheduling a service call, wherein the at least one 
available appointment is based on the product information and on the determination made 
bv said at least one processor. 

29. (original) The system of claim 28, wherein the product information 
comprises a location of the product, and at least one of a product type, a product 
manufacturer, and a product model number, and wherein the at least one available 
appointment is based on the location of the product. 

30. (original) The system of claim 28, wherein said at least one processor is 
adapted to select the at least one available appointment from at least one possible 
appointment for at least one service provider. 

3 1 . (original) The system of claim 28, wherein said at least one processor is 
adapted to select the at least one available appointment from a plurality of appointments, 
and wherein the plurality of appointments are associated with a plurality of service 
providers at a plurality of locations. 

32. (original) The system of claim 28, wherein said at least one processor is 
adapted to tetenrune in real-time the at least one available appointment. 

33. (original) The system of claim 28, wherein said at least one processor is 
adapted to update in real-time the at least one available appointment as unavailable in the 
event another user has selected the at least one available appointment. 
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34. (original) The system of claim 28, wherein said at least one processor is 
adapted to provide suggested product information to the user for use by the user in 
providing the product information. 

35. (original) The system of claim 34, wherein the suggested product 
information comprises at least one of a product type, a product manufacturer, and a 
product model number. 

36. (original) The system of claim 28, wherein said at least one processor is 
adapted to provide to the user a suggested nature of a problem based on the product 
information. 

37. (original) The system of claim 28, wherein said at least one processor is 
adapted to obtain one of the at least one available appointment selected by the user. 

38. (previously presented) The system of claim 37, wherein said at least one 
processor is adapted to notify the service provider of the one of the at least one available 
appointment selected by the user. 

39. (canceled) 

40. (previously presented) The system of claim 37, wherein said at least one 
processor is adapted to set the one of the at least one available appointment selected by 
the user as unavailable for other users. 

41. (original) The system of claim 28, wherein said at least one processor is 
adapted to validate warranty coverage for the product based on the product information. 

42. (original) The system of claim 28, wherein said at least one processor is 
adapted to obtain a nature of a problem of the product, and to provide do-it-yourself 
repair information based on the nature of the problem. 
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43. (original) The system of claim 28, wherein said at least one processor is 
adapted to obtain the product information at a first computing unit from input of the 
product information by the user at a second computing unit coupled to the first computing 
unit via a communications network. 

44. (original) The system of claim 43, wherein the communications network 
is a global computer network. 

45. (previously presented) The system of claim 28, wherein the service call is 
for rep air of a home appliance. 

46: (currently amended) A system for enabling scheduling of a service call 
for repair of a home appliance in a computing environment, said system comprising: 

means for obtaining product information regarding a product at a first computing 
unit from input of the product information by the user at a second computing unit coupled 
to the first computing unit via a communications network, wherein said first computing 
unit includes a web browser, is configured to determine whether the product is serviced 
by a manufacturer of the product, and oonfigurod to dot o rmino whether th e product io 
se rviced b yp roduct or a service provider if tho product io not oerviood by the 
manufacturer, whcroin th e Dorvic e provid e r is different than the manufacturer; and 

means for providing from the first computing unit to the user that input the 
product information at the second computing unit at least one available appointment for 
scheduling a service call based on the product information and the deterrnination made by 
said first computing unit, wherein the means for providing provides without interaction 
between the user and any other human being. 

47. (original) The system of claim 46, wherein the product information 
comprises a location of the product, and at least one of a product type, a product 
manufacturer, and a product model number, and wherein the at least one available 
appointment is based on the location of the product. ; 
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48. (original) The system of claim 46, further comprising means for selecting 
the at least one available appointment from a plurality of appointments, and wherein the 
plurality of appointments are associated with a plurality of service providers at a plurality 
of locations, 

49. (original) The system of claim 46, wherein said means for providing 
comprises means for determining in real-time the at least one available appointment. 

50. (original) The system of claim 46, wherein said means for providing 
comprises means for updating in real-time the at least -one available appointment as 
unavailable in the event another user has selected the at least one available appointment. 

51 . (original) The system of claim 46, further comprising means for obtaining 
a nature of a problem of the product, and means for providing do-it-yourself repair 
information based on the nature of the problem. 

52. (original) The system of claim 46, further comprising means for obtaining 
one of the at least one available appointment selected by the user. 

53. (previously presented) The system of claim 52, further comprising means 
for notifying the service provider of the one of the at least one available appointment 
selected by the user. 

54. (original) The system of claim 52, further comprising means for setting 
the one of the at least one available appointment selected by the user as unavailable for 
other users. 

55. (currently amended) At least one program storage device readable by a 
machine, tangibly embodying at least one program ofiinstructions executable by the 
machine to perform a method of enabling scheduling a service call, the method 
comprising: I 

i 
! 

I 
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obtaining product information regarding a product from a user; 

automatically providing to the uaor, from whorji tho product information i 
obtained, a plurality of available appointments for Dohjiduling i 
product information, whcroin automaticaUy providing jincmdon providing without 
intoraotion b o tw cc n tho uoor and any oth e r human being; 



determining, by the machine, whether the 
of the product: Qnd p roduct or a service provider di 



product is serviced by a manufacturer 
different than the manufacturer; and 



9€h 



not io o o rvio e d by i 



determining, by tho machine whoth e r th e proc 
provid e r if th o product in not serviced by tho manufacturer, whoroin tho a o rvicc provider 
is diff e r e nt than th o manufacturer. 

automatically providing to the user, from whom the pro duct information is 



obtained, a plurality of available appointments for scheduling a service call based on the 
product information and said detenriination made by the machine, wh erein said 



automatically providing includes providing without interaction betwe en the user and any 



other human being. 



storage < 



56. (original) The at least one program 
the product information comprises a location of the 
type, a product manufacturer, and a product model 
available appointment is based on the location of the product 



device of claim 55, wherein 
product, and at least one of a product 
number, and wherein the at least one 



57. (original) The at least one program 
the automatically providing comprises selecting the i 
from a plurality of appointments, and wherein the ph 
associated with a plurality of service providers at a 



storage device of claim 55, wherein 
least one available appointment 
ality of appointments are 
plurality of locations. 
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58. (original) The at least one program storage device of claim 55, wherein 
the automatically providing comprises detemiining in real-time the at least one available 
appointment. 

59. (previously presented) The at least one program storage device of claim 
55, wherein the automatically providing comprises updating in real-time the at least one 
available appointment as unavailable in an event another user has selected the at least one 
available appointment. 

60. (original) The at least one program storage device of claim 55, further 
comprising obtaining a nature of a problem of the product, and providing do-it-yourself 
repair information based on the nature of the problem. 

61. (original) The at least one program storage device of claim 55, further 
comprising obtaining one of the at least one available appointment selected by the user. 

62. (previously presented) The at least one program storage device of claim 
61, further comprising notifying the service provider of the one of the at least one 
available appointment selected by the user. 

63. (previously presented) The at least one program storage device of claim 
61, further comprising setting one of the at least one available appointment selected by 
the user as unavailable for other users. 

64. (currently amended) An article of manufacture comprising: 

at least one computer usable medium having computer readable program code 
means embodied therein for causing a scheduling of a service call for repair of a home 
appliance, the computer readable program code means in said article of manufacture 
comprising: 
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computer readable program code means for causing a computer to obtain product 
information regarding a product at a first computing unit from input of the product 
information by the user at a second computing unit coupled to the first computing unit via 
a communications network; 

computer rcadablo program codo moons for oauoing a computer to provid e from 
tho first computing unit to th e us e r that input th e product information at tho oooond 
computing unit at least ono available appointment for scheduling a oorvioo call baaed on 
tho product informat ienf . 

computer readable program code means for causing a computer to determine 
whether the product is serviced by a manufacturer of jthe product: andproduct or a service 
provider different than the manufacturer; and 

computer readabl e program codo meana for educing a computer to det e rmin e 
wh e th e r tho product io Dorviood by a oorvico providorlif th o product is not serviced by the 
manufacturer, whoroin tho Gorvice provider is different than th e manufacturer. 

computer readable program code means for causing a computer to provide from 
the first computing unit to the user that input the product information at the second 
computing unit at least one available appointment for scheduling a service call based on 
the product information and the determination made by the computer readable program 
code means for causing a computer to determine whether the product is serviced by the 
manufacturer of the product or the service provider different than the manufacturer. 

65. (original) The article of manufacture of claim 64, wherein the product 
information comprises a location of the product, and at least one of a product type, a 
product manufacturer, and a product model number, and wherein the at least one 
available appointment is based on the location of the product. 

66. (previously presented) The article of manufacture of claim 64, further 
comprising computer readable program code means for causing a computer to select the 

13 
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at least one available appointment from a plurality of appointments, and wherein the 
plurality of appointments are associated with a plurality of service providers at a plurality 
of locations. 

67. (currently amended) The article of manufacture of claim 64, wherein said 
computer readable program code means for causing a computer to provide the at least one 
available appointmervt comprises computer readable program code means for causing the 
oompute ra computer to determine in real-time the at least one available appointment. 

68. (currently amended) The article of manufacture of claim 64, wherein said 
computer readable program code means for causing a computer to provide the at least one 
available appointment comprises computer readable program code means for causing a 
computer to update in real-time the at least one available appointment as unavailable in 
an event another user has selected the at least one available appointment. 

69. (original) The article of manufacture of claim 64, further comprising 
computer readable program code means for causing a computer to obtain a nature of a 
problem of the product, and computer readable program code means for causing a 
computer to provide do-it-yourself repair information based on the nature of the problem. 

70. (original) The article of manufacture of claim 64, further comprising 
computer readable program code means for causing a computer to obtain one of the at 
least one available appointment selected by the user. 

71 . (previously presented) The article of manufacture of claim 70, further 
comprising computer readable program code means for causing a computer to notify the 
service provider of the one of the at least one available appointment selected by the user. 

72. (original) The article of manufacture of claim 70, further comprising 
computer readable program code means for causing a computer to set the one of the at 
least one available appointment selected by the user as unavailable for other users. 

14 
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73. (previously presented) The method of claim 1, wherein said determining 
whether the product is serviced by a service provider if the product is not serviced hy the 
manufacturer comprises deternuning whether the product is serviced by an authorized 
service provider if the product is not serviced by the manufacturer, the authorized service 
provider having agreed with the manufacturer to provide a service similar to that 
provided by the manufacturer. 

74. (previously presented) The method of claim 19, wherein said deterrriinmg 
whether the product is serviced by a service provider if the product is not serviced by the 
manufacturer comprises determining whether the product is serviced by an authorized 
service provider if the product is not serviced by the manufacturer, the authorized service 
provider having agreed with the manufacturer to provide a service similar to that 
provided by the manufacturer. ' 

75 . (previously presented) The system of claim 28, wherein to determine 
whether the product is serviced by a service provider if the product is not serviced by the 
manufacturer said at least one processor is adapted to determine whether the product is 
serviced by an authorized service provider if the product is not serviced by the 
manufacturer, and the authorized service provider has agreed with the manufacturer to 
provide a service similar to that provided by the manufacturer. 

76-78. (canceled) 

79. (previously presented) The method of claim 1, further comprising . 
providing a priority to the service call if the product is out of warranty, wherein said 
providing a priority includes providing the priority to the service call over a service call 
corresponding to a product that is under warranty. 

80. (previously presented) The method of claim 1, wherein the at least one 
available appointment includes at least two available appointments, said method further 
comprising providing a number of the at least two available appointments if the product 
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is out of warranty, wherein said providing a number includes providing the at least two 
available appointments that are higher in number than a number of at least one available 
appointment corresponding to a product under warranty. 

81 . (currently amended) The method of claim 1, further comprising 
providing, via the first computing unit, a reminder fee- the user of the service call to the 
user, wherein said providing a rerninder of the service call t o the user includes providing 
the reminder before a time at which the service call is scheduled. 
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